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Abstract 
Business Process Management is a management approach that describes how companies can achieve efficiencies by integrating 
and improving their business processes and by aligning those business processes with corporate strategies and goals. Companies 
that routinely practice Business Process Management (BPM) are able to consistently improve on the results obtained from 
existing processes. This BPMresearch report summarized information provided by 350 respondents who participated in the 
survey within the period of three years (2009-2011). The respondents represent a broad cross section of Bulgarian industries.The 
main goal of this survey is to draw picture of the latest concepts in BPM and the results reflect the perspectives of a broad base of 
Bulgarian managers interested in BPM. The results show that the initiatives regarding business processes are in a good shape. It 
is confirmed that BPM is resistant to the slowdown of economic growth. In good years, the Bulgarian enterprises undertake BPM 
in order to grow, to enter new markets, in order to win a competitive advantage by means of innovations. In bad years, companies 
undertake BPM, in order to save expenses and to make more precise those processes which have been developed during 
favorable periods.  
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1. Introduction 
Business Process Management has been a hot business topic in Bulgaria since 2005. Most managers think of it as 
the logical continuation of the interest in business processes that started in early Nineties and reached a crescendo in 
the beginning of the new Millennium with Business Process Reengineering, Six Sigma, Workflow and ERP. 
Because of its extensive roots and because there are several new approaches included the Business Process 
Management it is difficult to develop clear picture of BPM in Bulgaria. Many experts use term business process 
management to refer to process automation efforts. It is used to refer to the fact that, once the processes are 
automated the day- to-day execution of the process can be managed by means of software tools. Business executives 
however often use the term business process management in a more generic sense to refer to efforts on the part of 
business executives to organize and improve the human management of business processes. On the corporate level 
business process management is also used to refer to the development and maintenance of business process 
architecture. We will use the term BPM in its most generic sense to refer to how business managers organize and 
control processes. When we want to use it in the more specialized sense to refer to automated system we will use the 
term Business Process management Software (BPMS).  
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This survey summarizes data gathered in the period of January- November of 2011. Most of the questions are the 
same questions asked in the surveys we conducted in 2009 and 2010 enabling us to compare answers from 
respondents in all three periods.  
The respondents to this survey were members of Bulgarian Chamber of Commerce and Confederation of the 
Employers and Industrialists in Bulgaria  CEIBG. The respondents represent a broad cross section of Bulgarian 
industries. Given the size and diversity of the respondents, this is the most comprehensive and representative 
overview of how Bulgarian organizations understand BPM, what BPM activities companies are currently engaged in 
and what BPM activities Bulgarian companies are planning for the future.  
The main goal of this survey is to draw picture of the latest concepts in BPM and the results reflect the perspectives 
of a broad base of Bulgarian managers interested in Business Process Management. Report offers  
efforts compare with those of other companies. 
 
2. Exploration 
For settlewhat is the importance of BPM and wether this approach is used this survey was held in 350 Bulgarian 
enterprises during the 2011. Two earlier surveys with similar questions were conducted in the 2010 and 2009. In all 
cases we sent an e-mail to the membership of Bulgarian Chamber of Commerce and Confederation of the 
Employers and Industrialists in Bulgaria  CEIBG invited them to participate in the survey. We had 350 people 
completed the survey in 2011. During the 2010, 250 people took the survey and during 2009, 320 people completed 
survey.  In all three cases we had additional responses from people who looked at the survey and answered only a 
few questions. We have ignored these partially completed responses and report only on the responses of those who 
completed the questionnaire. Even then the total responses to each specific question vary because some respondents 
answered every question while others skipped one or two specific questions. 
The respondents were asked to describe the current interest in BPM in their organizations. In 2009 most respondents 
answered that their companies have an interest in BPM because it is a main strategic engagement of their 
management.  
 
 
Figure.1.Current engagement of responding organizations towards BPM 
 
In 2010 and 2011 however most respondents answered that their organizations are focused mainly on high level 
projects and less so on projects from middle and low level. In the course of the years the number of respondents who 
engage for the first time with a certain number of middle- and low-level projects has increased: this suggests that the 
respondents from that year are probably coming from enterprises which are new in the area of BPM. On the other 
hand in 2011 only 12% have shown that they explore the possibilities of BPM application in comparison to 2010  
21 and 2009  23%. We can make the conclusion that companies which are relatively new in the process work have 
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explored BPM in the last two years and are now engaging for the first time with a limited number of such 
projects(See Fig. 1). 
The respondents from IT and consulting companies have shown that their managers have undertaken a strategic 
engagement. Also companies from other branches of the economy which have purchased and implemented BPM 
software have undertaken such projects on strategic level. 
The big enterprises, government and military most probably work on several main process projects. 
About 65% of the respondents are organizations which have already undertaken strategic engagement or which have 
at least worked on several main projects. The other 35% represent enterprises which work on smaller projects or 
which simply explore the possibilities of process work. 
In 2009 the research shows that the Bulgarian managers view the change and the improvement of the processes in 
the organization as the most important strategic goal. In the same year many business leaders who deal with process 
work are still optimistic about the idea of creating BPM systems, which would revolutionize the process 
management. From 2010 the interest towards the creation of such systems becomes more mature and operational in 
its focus. In 2011 the research shows that the Bulgarian managers are already engaged with real projects of redesign 
of the main business processes or are working on projects for creating of a system for BPM or are dealing with how 
to manage the processes (see Table1). 
 
Table 1. Analysis of the answers of the different subgroups of respondents 
 
Respondents Major 
Strategic 
commitment 
by Executive 
Management 
Significant 
commitment to 
multiple high 
level projects 
Initial commitment 
to a limited number 
of mid to low level 
projects 
Exploring 
opportunities 
Sofia and the region 
 
28% 33% 35% 4% 
Varna and the region 
 
20% 38% 39% 3% 
Plovdiv and the region 
 
18% 35% 40% 7% 
Top managers and line of 
business managers 
43% 32% 15% 10% 
From large companies 
 
18% 39% 26% 17% 
From finance industry 
 
19% 36% 37% 8% 
From government or 
military 
10% 46% 30% 14% 
From computer or 
consulting companies 
45% 35% 19% 1% 
From companies with a 
major commitment to 
BPM Software 
41% 31% 20% 8% 
 
The research includes questions (see Fig. 2)which assess the motivation of the Bulgarian managers for supporting 
the BPM.The practice shows that the two main factors which motivate the management to support the changes in the 
se the main factor and it should be 
only one. In 2010 and 2011 the respondents have to choose the main factors for undertaking BPM and they should 
be more than one. 
r improving 
. 
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Fig.2. Factors which make the organizations focus on the change of business processes 
 
During the research the respondents have been asked what the focus of their organization at present is. As can be 
seen on Fig.3 the biggest number of organizations work in order to improve one specific process in a given 
department or they are focused on improvement of the existing processes. The research shows that these are 
organizations which try to save money and they do not undertake process work on a wider scale. On the other hand 
37% of the respondents say that they are focused on the redesign of the general company processes and only 20% 
and 23% respectively are focused on the implementation of a system for process management or on a system for 
measurement of the processes. This suggests that at least 20% of the respondents work on level between 3 and 4 or 
higher on the scale  of maturity. It may be concluded that the Bulgarian enterprises as a whole are mature in relation 
to management of their processes. It is assumed that the process managers have ever greater interest to understand 
the processes on the level of enterprise, the action of the processes as a whole, as well as their management. 
The research includes also questions related to the process initiatives of the companies in time of the world 
economic crisis. There are companies which go bankrupt, but the bigger part of the Bulgarian companies which 
stayed in business give such answers which underline the fact how crisis stable is the work on the business 
processes. 32% of the respondents say that their organizations decrease expenses, but continue their efforts on 
management of their business processes. More precisely 39% of the respondents have shown that their enterprises 
have not decreased the expenses on business processes. 
 
3. Results 
In general the results show that the initiatives regarding business processes are in a good shape. The Bulgarian 
enterprises decrease their expenses in 2009 for such initiatives, but the effect was a general decrease of growth of 
those initiatives, and initiatives as redesign of the processes and implementation of systems for BPM are the main 
ones that have been undertaken in time of crisis.It is confirmed that BPM is resistant to the slowdown of economic 
growth. In good years, the Bulgarian enterprises undertake BPM in order to grow, to enter new markets, in order to 
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win a competitive advantage by means of innovations. In bad years, companies undertake BPM, in order to save 
expenses and to make more precise those processes which have been developed during favorable periods. Exactly 
this is happening in 2009.No precise prognosis can be made with regard to the developments in the world economy 
during 2012 and beyond but most of the respondents consider that their enterprises will invest most of the resources  
 
                                                     Fig.3.General focus of the organization at present 
 
in a big variety of initiatives formanagement of business processes in 2012 in relation to 2011 and most of them 
consider that they will make at least as much expenses in 2012 as in 2011. The variety of activities which fall under 
a need to integrate the approaches towards BPM and to train practitioners in a variety of process techniques, 
including Lean, Six Sigma, business rules, business process and business analysis. Still real barriers for using BPM 
exist. Until most companies do not understand better business processes they will not be able to make use of the 
advantages which the new software products offer. In spite of the problems however the software BPM market 
continues to grow and the respondents await this to continue in 2012. 
4. Conclusion 
The results of this research confirm that BPM is a complex notion which contains many specific technologies. Some 
of them existed during the last several years. The companies in Bulgaria independent of their size in all geographic 
regions have made experiments with BPM. They desire to quickly acquire the more established techniques  as 
modeling and redesign of processes  and more slowly when it comes to new technologies such as systems for BPM 
and automated systems for process monitoring. More and more Bulgarian companies participate in conferences and 
they apply trainings and development in order to understand better their needs and the possibilities for their 
satisfaction. In conclusion it can be said that the leading companies more and more believe in BPM as a down-
upside methodology designed to organize, manage, and measure the organization on the basis of the main 
organizational processes and advance by means of implementing modern technologies, which will help them to 
implement it without problems. 
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